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ABSTRACT

This research study, titled " Service Quality that Affects the Loyalty of member of The Buriram
Teachers Savings Cooperative Limited ," aimed to: 1. to examine differences in personal factors
influencing member loyalty, and 2. to investigate service quality factors affecting the loyalty of
cooperative members. Quantitative data were collected using a questionnaire administered to 420
members of the Buriram Teachers’ Savings Cooperative Ltd. The statistical methods employed for

data analysis included mean, percentage, standard deviation, and multiple regression analysis.

The findings revealed that members’ overall perceptions of service quality were rated at the
highest level of importance. When considered by dimension, all five aspects were also rated at the
highest level, ranked as follows: reliability, tangibility, assurance, empathy, and responsiveness.
Regarding member loyalty, the overall level was found to be very high. Each dimension of loyalty
also demonstrated the highest level, ordered as follows: cognitive loyalty, intentional behavioral

loyalty, affective loyalty, and behavioral action loyalty.

The hypothesis testing indicated that three personal factors gender, age, and salary level did
not significantly influence member loyalty. In contrast, three other factors tenure since initial
employment, job position, and length of cooperative membership showed significant effects on
loyalty. Additionally, all five dimensions of service quality tangibility, reliability, responsiveness,

assurance, and empathy were found to significantly affect member loyalty at the 0.05 statistical level.

Keywords: Service Quality Factors, Personal Factors, Member Loyalty, Buriram Teachers’ Savings

Cooperative Ltd
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